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Abstract 

This project  conta ins informat ion about web access ib i l i ty  and 

usabi l i ty .  I t  deals  wi th a wide range of  aspects concerning 

these two issues.  In depth research informat ion wi l l  be 

prov ided about d isabled people us ing the web as the i r  

in format ion source and why th is  audience is  not  to be 

ignored.  Informat ion on best  pract ises wi l l  not  be miss ing 

e i ther.  
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Introduction 

This  paper was created to prov ide so l id  answers on the 

fo l lowing l ist  o f  research quest ions:  

•  What does access ib i l i ty  and usabi l i ty  actual ly  mean? 

•  Are they,  as what is  of ten supposed,  indeed 

inseparable connected? 

•  Why is  access ib i l i ty  such an important issue 

nowadays? 

•  What accessib i l i ty  and usabi l i ty  standards are 

avai lab le? 

•  What is  the ‘DDA’  and what has i t  to  do with 

access ib i l i ty?  

•  What categor ies of  d isabi l i t ies are there? 

•  With which categor ies of  d isabi l i t ies does the project  

have to deal?  

•  How can access ib le  and usable websi tes be of  any 

prof i t?  

•  How can we have a Return on Investment?  

 

The core of  th is  project  is  to prov ide a bas ic  understanding 

of  access ib i l i ty  and usabi l i ty .  This  paper po ints out  why 

understanding these aspects,  when des igning a web-based-

system, are of  such h igh va lue and importance.   

 

The need for  th is  research project  came from my internship 

project ,  to create an as access ib le  and user- f r iendly poss ib le 

knowledge base,  and i t  wi l l  therefore funct ion as my bas ic  

foundat ion for  bui ld ing the system.  
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The Definition phase 

Introduction 

In th is  phase I  wi l l  prov ide a br ief  l i s t  o f  def in i t ions on the 

most  important  terms used through th is  project .  Th is  is  done 

not  on ly to forecome misunderstanding but  a lso to garantuee 

c ler i ty.   

Accessibi l i ty 

“Access ib i l i ty:  easy  to  

unders tand,  enjoy and  

get  some bene f i t  f rom”  

Access ib i l i ty  means “the qual i ty  of  be ing at  hand when 

needed” (D ic t ionary.com),  however, th is  def in i t ion has a much 

broader impact  when i t  is  combined with the word ‘web’;  web 

access ib i l i ty .  This  means that  every websi te should be at  

hand when needed without any d isregards or  dependence.  On 

the other  hand O’Nei l ly  def ines access ib i l i ty  as:  easy to 

understand, enjoy and get  some benef i t  f rom (O ’Ne i l l y ,  2003).  

This  impl ies  that  the web should be understandable and 

enjoyable so anyone,  no matter  what,  can benef i t  f rom i t .  

Usabil i ty 

Usable means “be ing capable of  be ing used” (O ’Ne i l l y ,  2003),  

however usabi l i ty  in combinat ion with the use of  technology 

goes far  beyond that  def in i t ion.  Usabi l i ty  in such case 

means: “The ef fect iveness,  ef f ic iency,  and sat is fact ion with 

which users can achieve tasks in a part icu lar environment of  

a product.  High usabi l i ty  means a system is:  easy to learn 

and remember; ef f ic ient ,  v isua l ly  p leas ing and fun to use; 

and quick to recover f rom errors” (Or rnet . com).   

“Usab i l i ty :  be ing capab le  

o f  be ing  used”  

User-Interface 

“User - In te r face:  a  sys tem 

that  cont ro l s  the  way i t  i s  

d i sp layed  to  a  user  and  

that  a l l ows  the  user  to  

in teract  w i th  the  system”  

A user- inter face is  most d i f f icu l t  to understand, i t  is  the 

combinat ion of  menus,  screen des igns,  keyboard commands,  

command language and onl ine he lp,  which creates the way a 

user interacts  wi th a computer.  I f  input  devices other than a 

keyboard and mouse are required, th is  is  a lso inc luded.  In 

the sect ion on usabi l i ty  I  wi l l  prov ide a deeper focus on 

user- inter faces (Computer  Desk top Encyc lopaed ia) .  

HCI – Human Computer Interaction 

“Human Computer  

In te ract ion:  the  des ign 

and implementat i on  o f  

computer  systems tha t  

peop le  in terac t  w i th”  

Human Computer  Interact ion refers to the des ign and 

implementat ion of  computer systems that  people interact  

wi th.  I t  inc ludes desktop systems as wel l  as embedded 

systems in a l l  k inds of  devices.  A l though the user inter face 

is  the pr imary e lement between user and computer,  HCI is  a 

larger d isc ip l ine that  deals  not  only  with the des ign of  the 

screens and menus,  but  wi th the reasoning for bui ld ing the 
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funct ional i ty  into the system in the f i rs t  p lace.  I t  is  a lso 

concerned with the consequences of  us ing the system over  

t ime and i ts  ef fect  on the ind iv idual ,  group or  organizat ion 

(Computer  Desktop Encyc lopaed ia) .  

Web-Rage 

Web-rage is  a user ’s  f rustrat ion and anger when access ing 

the internet  caused by such things as s low or over loaded 

connect ions,  busy servers,  miss ing l inks,  excess ive resul ts  

when doing a search,  and very of ten,  poor ly  des igned web 

s i tes that  make you go through hoops to f ind what you want 

(Computer  Desktop Encyc lopaed ia) .

“Web-Rage:  the  user ’ s  

f rus t ra t ion  and  anger  

when access ing  the  

in terne t . ”  
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Accessibility 

An introduction 

“At  the most bas ic  leve l ,  web access ib i l i ty  is  about people 

be ing able to  get  and use web content.  I t  i s  about des igning 

web pages that  people can present and interact wi thout 

accord ing to the i r  needs and preferences” (Henry,  2002a).  

 

The pr imary focus of  access ib i l i ty  i s  access by people with 

d isabi l i t ies,  s ince what for  some people is  p leasant to  have is  

for  others a demand. Therefore access ib i l i ty  focuses more on 

be ing perce ivable,  operable and understandable,  whi le  

usabi l i ty  focuses main ly  on the user- inter face to be 

ef fect ive,  ef f ic ient  and sat is factory.  

A process cal led Accessibi l i ty  

User-Centred Des ign,  UCD for  short,  is  an establ ished and 

proven process for  des ign ing mainstream hardware,  sof tware 

and web inter faces.  UCD cons iders usabi l i ty  goals  and the 

users ’  character is t ics ,  environment,  tasks,  and workf low in 

the des ign and of  an inter face (Henry,  2002b).  

 

Unfortunately  UCD is  not  as widely implanted as i t  should be,  

even in h igher  educat ion UCD is  hard ly ment ioned in lectures 

of  study books,  worse even dur ing pract ica l  ass ignments the 

UCD aspects are of ten forgotten.  This  has to  do with a couple 

of  th ings,  but  most ly  with one of  our natures to focus on our 

own frame of  references.  Th is  impl ies that  we des ign based 

on our  own preferences,  ab i l i t ies and env ironment.   

 

When we point  to  access ib i l i ty  we mean to that  a system 

should be des igned with the user  in  mind.  This  impl ies that  

dur ing the development of  the ent i re system, the user should 

never been lost  out  of  focus.  To support us by do ing so, the 

W3C came up with some guidel ines.  

Guidel ines for Accessible Web Sites 

Because of  our habi t  to des ign accord ing our own 

preferences,  ab i l i t ies and env ironment there was and st i l l  i s  

a  need for  a ‘manual ’  on access ib le des ign.  W3C, the Wor ld 

Wide Web Consort ium came with a packet of  guide l ines to 

support  us by bui ld ing more accessib le web s i tes.  However,  a 

f ramework on access ib le-des ign is  not  g iven; nei ther  is  an 

actua l  manual  ex ist ing to informing us about the best  way of  

des igning a user- inter face.  This  is  main ly  because taste is  

very personal  and therefore hard to agree on.  A standard 
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would be usefu l  but  is  hard to rea l ize,  for  that reason i t  does 

not  ex ist .  Th is ,  however,  does not  imply that  we are ent i re ly  

f ree to create an inaccess ib le web s i te,  at  least  not  wi th in 

the UK and US. 

 

Because we l i fe  in  the European Union,  I  focus on the UK 

s ide of  the law which forces us to develop access ib le  web 

s i tes.  The Government and the DRC, Disabi l i ty  R ights 

Commiss ion,  have produced a number of  Codes of  Pract ice,  

expla in ing legal  r ights and requirements under the Disabi l i ty  

Discr iminat ion Act  1995. These Codes are pract ica l  gu idance 

-  part icu lar ly  for  d isabled people,  employers,  serv ice 

prov iders and educat ion inst i tut ions -  rather than def in i t ive 

statements of  the law. However, courts  and tr ibunals  must  

take them into account.  

 

The Disabi l i ty Discrimination Act – UK Based 

The Disabi l i ty  Discr iminat ion Act  (DDA) was passed in 1995 

to end the discr iminat ion that  many d isabled people face.  I t  

protects  d isabled people in:  

•  employment 

•  access to  goods,  fac i l i t ies and serv ices 

•  the management,  buying or  rent ing of  land or  

property 

•  educat ion 

More  in fo rmat i on  the  DDA can 
be  found a t  the  fo l l owing  web 
s i te :  ht tp: //www.drc-gb.org  

 

Some of  i t  became law for  employers in December 1996.  

Others were introduced over t ime.  

 

People with Disabi l i t ies and Seniors 

Between 15% and 30% of  the genera l  populat ion have 

funct ional  l imitat ions that  can af fect  the ir  ab i l i ty  to use 

technology products,  which is  about 750 mi l l ion people wor ld 

wide (Kraws,  L . ,  Stoddard ,  S . ,  G i lmat in ,  D. ,  1996).  

 

There are some di f ferent  categor ies of  d isabi l i t ies,  be low I  

prov ide a short  l i s t  of  the most common ones and after  that  I  

wi l l  e luc idate these categor ies.  However,  before do ing so I  

would l ike to  prov ide the def in i t ion of  a  d isab led person 

prov ided by the Disabi l i ty  Discr iminat ion Act .  

 

A d isabled person is  someone with a phys ica l  or  menta l  

impairment that  has a substant ia l  and long-term adverse 

ef fect  on h is  or her  abi l i ty  to  carry out normal day-to-day 

act iv i t ies.  Th is  def in i t ion inc ludes a wide range of  

impairments ,  not  just  people with phys ica l  d isabi l i t ies or  
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sensory impairment,  but  a lso ind iv iduals  with d iabetes,  

ep i lepsy,  heart  d isease and severe d is f igurements.  Because 

of  th is  wide range of  d i f ferent impairments I  only  wi l l  focus 

on those categor ies who af fect  the way people access the 

internet,  which are: 

•  visua l  

•  hear ing 

•  motor 

•  cognit ive 

 

I  have to acknowledge that  th is  categor isat ion is  somewhat 

arb i t rary s ince impairments can take a var iety of  forms and 

may ex ist  together  in combinat ion.  However,  in  addi t ion 

people with the same category of  impairments may vary in 

the ir  ab i l i t ies and in the ir  preferences.  

 

The  l i s t  p rov ided  be low was  
ga thered  f rom the  BBC 
System Concept  research;  see  
the  b ib l i ography fo r  more  
in fo rmat ion  about  th i s  source .  

Visual impairment 

This inc ludes people with l i t t le  or  no v is ion who are unable 

to  v iew screens without a screen reader,  those with 

funct ional  v is ion who can read a screen with a screen 

magni f ier  and those with less severe forms of  v isual  

impairment who do not  require any form of  ass ist ive 

technology to the screen.  

 

Hearing impairment 

This inc ludes people who are deaf  and those who have part ia l  

hear ing and may use a hear ing a id. Some people may be deaf  

f rom bir th (with s ign language as the ir  f i rs t  language) 

whereas others may have acquired a hear ing impairment.  

 

Motor impairment 

This  is  an extremely broad category and inc ludes people with 

a range of  phys ica l  d isabi l i t ies,  such as people with 

impairments  in upper l imb mobi l i ty ,  manual  dexter i ty  or  

phys ica l  co-ord inat ion.  

 

Cognit ive impairment 

In th is  category,  we have focussed on ind iv iduals  wi th 

learn ing d i f f icu l t ies and those with dys lex ia.  

•  “Learn ing d i f f icu l t ies”  – inc ludes people with prob lems 

with l i teracy,  poor informat ion technology sk i l l s  and 

problems with understanding informat ion in genera l .  

The extent to  which th is  occurs wi l l  depend on the 

sever i ty  of  the learn ing d i f f icu l ty,  which is  of ten 

categor ized as mi ld,  moderate or  severe.  

•  “Dys lex ia”  – inc ludes people who have problems 

decoding text  and process ing language,  that  is ,  

prob lems with reading spel l ing and wr i t ing.  The 

 



 
Web Access ib i l i ty  and Usab i l i t y  Page  9  o f  24 

extent to  which th is  occurs wi l l  on the sever i ty o f  the 

dys lex ia 

 

The Georgia Inst i tute of  Technology Graphic ,  V isual izat ion,  

and Usabi l i ty  Centre reported that  in fact  some people with 

d isabi l i t ies and o lder  people have addi t ional  mot ivat ions for  

us ing the internet.  People who cannot dr ive,  who have 

d i f f icu l ty  walk ing,  or  have d i f f icu l ty  carry ing packages are 

more l ike ly  to f ind access ib le  onl ine shopping an attract ive 

a l ternat ive to shopping in “br icks and mortar”  stores.  A lmost  

10% of the internet  users have a d isabi l i ty  and in the US 

a lone the income of  the 50 mi l l ion d isabled people is  more 

than $175 b i l l ion,  accord ing to the ISOC. Computerwor ld 

reported back in 1999 that:  

 

•  the age group with the h ighest  concentrat ion of  on l ine 

buyers is  the 50 to 64 segment,  with over  25% 

making onl ine purchases – and the fastest-growing 

segment is  the 65 and over.  

•  Altogether,  a lmost  7 in 10 onl ine buyers are over 40, 

accord ing to a survey by Ernst  & Young and the 

Nat ional  Reta i l  Federat ion.  

 

Cons ider  the f i rs t  ru le of  e-commerce: make your s i te  

access ib le because when people cannot f ind a product  they 

cannot buy i t  e i ther.  Bes ides th is  statement there are many 

other reasons to make your s i te  assessable and before I  

cont inue I  wi l l  l i s t  the more important ones: 

•  Compl iance with regulatory and legal  requirements 

•  Exposure to more people:  people with d isabi l i t ies  and 

seniors 

•  Exposure to more s i tuat ion: new p laces,  new devices 

•  Better  des ign and implementat ion 

•  Cost  sav ings (Return on Investment,  ROI) 

I  wi l l  br ing back ROI in the sect ion on usabi l i ty .  

 

Last but not least;  The Universal  Design 

The term was brought in f rom the arch i tecture wor ld but  is  

recent ly  used in ICTs,  Informat ion Communicat ion 

Technologies.  “Universal  Des ign is  the process of  creat ion 

products (devices,  environments,  systems, and processes) 

which are usable by people with the widest  poss ib le  range of  

ab i l i t ies,  operat ing with in the widest  poss ib le range of  

s i tuat ions (environments,  condi t ions,  and c i rcumstances),  as 

is  commerc ia l ly  pract ica l”  (Bons iepe,  1999).  
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Creat ing a universa l  des ign means that  people which 

•  may not  be able to see, hear,  move,  or  may not  be 

able to  process some types of  in format ion eas i ly  or  at 

a l l  

•  may have d i f f icu l ty  reading or comprehending text  

•  may not  have or  be ab le to use a keyboard or mouse 

•  may have a text-only screen,  a smal l  screen,  or  a 

s low internet  connect ion 

•  may not  speak or  adequate ly understand the language 

in which the document is  wr i t ten 

•  may be in a s i tuat ion where the ir  eyes,  ears,  or  hands 

are busy or  inter fered with ( for examples dr iv ing to 

work or  work ing with in a loud env ironment) 

•  may have an ear ly vers ion of  browser,  a  d i f ferent  

browser ent i re ly ,  a  vo ice browser  or  a d i f ferent 

operat ing system 

can access your s i te  and more important,  that they 

actua l ly  can benef i t  f rom the of fered informat ion on your 

s i te.  These people should be treated as humans and as 

a l l  human beings they have the same r ights as we.  The 

DDA wi l l  have a major  inf luence on web access ib i l i ty  and 

soon more and more countr ies wi l l  import  the DDA in 

the ir  law-system.  
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Usability 

An introduction 

“Usabi l i ty  is  a qual i ty  attr ibute that  assesses how easy user  

inter faces are to  use. The word ‘usabi l i ty ’  a lso refers to 

methods for improving ease-of-use dur ing the des ign 

process”  (N ie l sen,  2003 -  A le r tbox).  In the def in it ion phase I  

def ined usabi l i ty  as:  “easy to learn and remember; ef f ic ient ,  

v isual ly  p leas ing and fun to use; and quick to recover f rom 

errors”  (Or rnet . com).  As one can see th is  def in i t ion is  a lot 

broader than the def in it ion prov ided by Nie lsen.  I  th ink that  

web-usabi l i ty  is  actual ly  more about the ‘customer-

exper ience ’  than about the qual i ty  attr ibute i tse l f .  

 

The web is  hard to use, research done by Creat ive Good has 

found that  “over 40% of job appl icants cannot f igure out  how 

to apply on l ine” (Creat ive  Good,  1999).  Than Zona Research 

prov ided the fo l lowing numbers about onl ine shoppers,  62% 

has at  least g iven up once whi le  look ing for  products,  and 

40% had turned to t radi t ional  channels  to  make the ir  

purchase (Zona Research,  1999).  Because of  these astounding 

numbers customer-exper ience and usabi l i ty  studies became 

more important .   

 

Customer Experience 

The customer exper ience is  a l l  about what the customer 

wants,  and on the web they want s impl ic i ty  and serv ice,  

however the internet  o f fers complex i ty  and technology; th is 

means that  the web of fers compel l ing features,  which works 

web-rage in the hand.  To avert  th is of  happening one needs 

to take the aspects of  customer exper iences such as:  

navigat ion,  beauty,  c lar i ty,  s impl ic i ty  and good search 

fac i l i t ies etc,  in  carefu l  cons iderat ion.  

 

When usabi l i ty  feats customer exper ience the resul t ,  at  least  

i f  i t  was done r ight ,  wi l l  be an ef fect ive,  usable and c lear  

system. 

 

Customer Experience in detai l  

I t  is  important  to know who your customers are,  what the i r  

goal  is ,  why should they chose your  s i te,  what technology 

are they us ing and how do they expect  to accompl ish the ir  

goals  by us ing your s i te.   
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When the answers on the steps above are determined one 

should inform the development department about the resul ts  

and let  them focus on prevent ing internal  po l i t i cs  f rom 

dr iv ing the process,  drawing heavi ly  on object ives and 

outs ide data.  Dur ing the des igning and developing process 

let  customers inf luence your project ,  ask them for  constant 

feedback and run usabi l i ty  tests.  These steps wi l l  g ive you 

and advantage over  most of  your  compet i tors.   

 

Last  but  not least ,  is  to monitor  your customers.  The 

customer exper ience is  not  a one-t ime event;  i t  goes on as 

long as your  project  is  running.  I t  is  essent ia l  to ask your 

customers for  feedback,  of fer  them opt ions to  comment on 

certa in aspects of  your  project  and to respond on the ir  data.  

The response makes your customers fee l  apprec iated and 

that  might  be an even more va luable exper ience for  your 

customers than a perfect  project .  

In  append ix  1 .0 I  p rov ide  a  
l i s t  o f  gu ide l ines  for  c reat ing  
the  bes t  customer  exper ience.  

 

The User-Interface 

The user- inter face enables the user to interact  wi th the 

program, i t  o f fers communicat ion poss ib i l i t ies,  i t  o f fers 

informat ion and i t  of fers the abi l i ty  to  react  on a certa in 

input.  The study of  Human Computer  Interact ion,  HCI,  is  

deeply re lated to the user- inter face.  HCI studies made c lear  

that  the Graphica l  User Inter face is  most  ef fect ive; therefore 

the most  webs i tes and programs make use of  i t .  

 

A GUI is  supposed to be c lear,  comprehens ive,  ef f ic ient ,  

memorable,  and needs to sat is fy the users.  Any d i f f i cu l t ies 

the user exper ience in learn ing and us ing the user- inter face 

are attr ibuted to e i ther  the lack of  a model  or  the c l ing ing to 

a fau l ty model .  The way to avert  the problem of  fa i l ing user-

inter faces is  to involve customers in the des igning process.  

One should involve users throughout the ent i re des ign phase.  

However, in  our imperfect  wor ld th is  is  near ly  imposs ib le,  

the l imited t ime and h igh the pressure of  the pr inc ipa l  make 

th is  invo lvement near ly imposs ib le.  The quest ion here ar ises 

is  i f  you can af ford your websi te to be a fa i l ing one? 

More  spec i f i c  and  de ta i l ed  
in fo rmat ion  about  what  a  good 
user- in te r face  shou ld  conta in  
i s  p rov ided  in  append ix  1.1.  

 

ROI – Return On Investment 

The ROI is  for  many organizat ions a good reason to cons ider  

carefu l ly  the ef fort  they put  into the ir  user- inter face.  A 

usable system wi l l  not  only  make i t  more access ib le but i t  

wi l l  a lso be a Return on Investment.  
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Usabi l i ty  increases customer exper ience and sat is factory, 

th is  leads to  loyal  customers.  When you do something do i t  

r ight  has been my motto for a long t ime, and I  am sure that  

th is  is  t rue for the user- inter face des ign.  

 

Most  sof tware and websi te development managers v iew 

usabi l i ty  costs as added ef for t and expense,  but  in the 

reverse is  more commonly t rue.  Because the f i rs t  10% of  the 

des ign process,  when key system-des ign dec is ions are made, 

can determine 90% of  a product ’s  cost  and performance,  

usabi l i ty  techniques help keep the product  a l igned with 

company goals  (B ias  &  Mayhew,  1994).  

 

Internal  Return on Investment can be reached by: 

•  Increas ing user product iv i ty  

•  Decreas ing user errors 

•  Decreas ing tra in ing costs  

•  Decreas ing user support  

•  And sav ings ga ined f rom making changes ear l ier  in  

des ign l i fe  cyc le 

 

The external  Return on Investment comes f rom: 

•  Increased sa les 

•  Decreased customer support  costs  

•  Savings ga ined f rom making changes ear l ier  in des ign 

l i fe  cyc le 

•  Reduced cost  of  product iv i ty t ra in ing ( i f  t ra in ing is  

of fered through the vendor company)  

 

(B ias  &  Mayhew,  1994) 

 

Usabi l i ty  a lso p lays a ro le in the publ ic ’s  percept ion of  a 

company,  af fect ing brand va lue and market  share.  About 

15% (N ie l sen ,  1993) of  the space in rev iews publ ished in 

t rade magaz ine ’s  journals  and nat ional  newspapers is  

devoted to user  f r iendl iness or  usabi l i ty .  Media g iants such 

as The new Your T imes,  the F inanc ia l  t imes,  and the Wal l  

s t reet  Journa l  publ ish weekly co lumns that  eva luate sof tware 

(B ias  &  Mayhew,  1994).  Info Wor ld  devotes between 18%% and 

30% of i ts  sof tware rev iew art ic les  to ease of  learn ing,  ease 

of  use,  and qual i ty  of  documentat ion (N ie l sen,  1993).  

 

In order to prove that  the made statements about ROI are 

correct  I  l i s ted a couple of  stat is t ica l  quotes.  

 

“The ru le of  thumb in many usabi l i ty-aware organizat ions is  

that  the cost-benef i t  rat ion for  usabi l i ty  is  $1:$10-$100; 

once a system is  in  development,  correct ing a problem costs 
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10 t imes as much as f ix ing the same problem in des ign.  I f  

the system has been released,  i t  costs  100 t imes as much 

re lat ive to f ix ing in des ign” (G i lb ,  1988).  

 

“The average user interface has some 40f laws, correct ing the 

eas iest  20 of  these y ie lds an average improvement in 

usabi l i ty  o f  50%. The b ig win,  however,  occurs when 

usabi l i ty  is  factored in f rom of the beginning.  This  can y ie ld 

ef f ic iency improvements of  over 70%” (Dray,  1995).  

 

“You can increase sa les on your s i te  as much as 225% by 

prov id ing suf f ic ient  product  informat ion to your  customers at  

the r ight  t ime. In our recent research,  we found that  the 

des ign of  product  l i s ts  d i rect ly  af fected sa les.  On s i tes that  

d id not  require shoppers to bounce back-and-forth between 

the l i s t  and ind iv idual  product  pages,  v is i tors  added more 

products to  the i r  shopping cart and had a more pos i t ive 

opin ion of  the s i te.  By understanding your customer 

expectat ions and needs,  and des igning your product  l i s ts  

accord ingly, you can s ign i f icant ly  increase your sa les”  (User  

In te r face  Eng ineer ing ,  2001).  

 

“Af ter  move.com complete the redes ign of  the home ‘search ’  

and ‘contact  an agent ’  features based on a user  inter face 

consul t ing f i rm’s recommendat ions,  users abi l i ty  to f ind a 

home increased f rom 62% to 98%, sa les lead generat ion to 

rea l  estate agents increased over 150% and [move.com’s]  

abi l i ty  to  sel l  advert is ing space on move.com improved 

s igni f icant ly”  (V iv idence ,  2001).  
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In conclusion 

Designing and develop ing an access ib le and usable web-

system saves t ime, money and ef fort ,  bes ides that  the 

v is i tors of  your  web-system wi l l  be loya l ,  sat is f ied and 

happy.  

 

Guide l ines were made avai lab le by W3C for  creat ing a certa in 

‘s tandard ’  and a new law was taken in p lace in the US and 

UK to advert  d iscr iminat ion against d isabled people.   

 

Customer exper ience is more important  that  usabi l i ty  and 

should be as pos i t ive as poss ib le.  When your customers have 

a bad exper ience with your  s i te they wi l l  not  return and be 

no longer  a customer.  The user- inter face is  the most  

important  feature to ensure you a p leasant customer 

exper ience.   

 

Inc luding access ib i l i ty  and usabi l i ty  ear ly  on in the des igning 

phase wi l l  make i t  poss ib le to  get  a great  return on 

investment.  Putt ing a large ef fort  in  access ib i l i ty  and 

usabi l i ty  ear ly  on saves a great  ef for t  later  on. 

 



 
Web Access ib i l i ty  and Usab i l i t y  Page  16  o f  24  

Bijlage 1.1  —  Customer Experience – Best Practices 

Clear,  concise wording:  customers do not  want to read 

long paragraphs of  text on web-s i tes,  be br ief  and get  to  the 

point .  

 

Quick page download:  Less than 10 seconds on a 56k 

modem tested on a publ ic  network. 

 

Appropriate page width:  most  customers v iew the Web at  

800/600 reso lut ion and st i l l  some are v iewing with a 

640/480. Vert ica l  scro l l ing is  a l lowed, however, hor izonta l  

scro l l ing is  not.  

 

Simple page design: Where appropr iate,  use s imple page 

des ign focussed on moving customers toward complet ion of  

the i r  goal .  Do not  c lut ter  the page with dozens of  features 

and l inks that  most  customers do not  want.  

 

Few, and small ,  support ing graphics:  Decorat ive graphics 

can help create an aesthet ic  “ fee l”  to the s i te  that  supports  

the brand image.  But use these spar ing ly.  I f  customers have 

to spend va luable t ime downloading lots  of  unnecessary 

graphics,  your brand suf fers.  

 

Large graphics only when good fro the customer:  large 

graphics should be prov ided only  when re levant  to the 

customer ’s  goal .  For  instance,  i f  a  customer c l icks on zoom 

in on a product  p icture,  the large graphic  wi l l  be appropr iate.  

However, to make your s i te  look f ine you should avoid large 

graphics.  

 

Jargon-free language:  Use wording that  customers do 

understand. For  example,  on a t rave l  s i te,  do not  refer  to 

equipment – ca l l  i t  ‘p lane’ .  On reta i l  s i tes,  g ive c lear  product  

names,  not  abbrev iat ions.  

 

A good search:  inc lude a prominent search funct ion,  but  

only i f  i t  g ives accurate and conc ise search resul ts .  

 

Simple and clear navigation: The s i te structure should be 

based on what the customer wants, not  how the company is  

organized.  

 

Error handling:  Be sure to use only  necessary error 

handl ings,  g ive users as much choice as poss ib le.   
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No manual needs: Make sure your s i te  does not  need a 

manual  to be worked with.  The user- inter face should so 

s imple that  people understand i t  without reading a user-

manual .  

 

Avoid unnecessary animations:  I t  is  important  that  the 

user  can focus on i ts  goals ,  make sure your user  is  no v ict im 

of  unnecessary d istract ions.  

 

Typographic errors:  Make sure there are no grammars,  

spel l ing or  such errors.  Avo id ing them makes your s i te more 

comprehens ive and c lear,  bes ides that  such errors  g ive a bad 

impress ion.  

 

Prevent l ink rot:  Make sure your l inks are cons istent,  which 

impl ies that  ‘page not  found’  should not  happen with the 

l ink ing system. 
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Bijlage 1.2  —  User-Interface guidelines 

In th is  appendix,  the BBC summarised the opin ions on 

access ib le  des ign that  arose f rom the ir  interv iews with 

d ivers i ty  experts.  This  appendix covers only  those guide l ines 

not  descr ibed in ear l ier  parts  of  th is paper.  

 

L inks should contain information about their  

dest ination 

Cr i t ic ism was level led at a great  number of  s i tes for  

conta in ing l inks with meaningless t i t les,  such as ‘c l i ck here’  

or  ‘more’ ,  th is  was part icu lar ly  ev ident amongst screen 

reader users.    

 

The route of  a l ink may be obvious to  a s ighted user  due to 

other  cues on the page,  or with the inc lus ion of  other  

necessary informat ion, to a screen reader user on the same 

bas is .  However,  i t  i s  l ike ly  that  a screen reader  user wi l l  

dec ide at  some po int  to  use the ir  sof tware to  l i st  the l inks.   

Out of  context  they become meaningless.  Therefore they 

should a lways prov ide informat ion regarding the content of  

the target  page.  This  was c i ted as he lpfu l  for  the other 

d isabi l i ty  groups as wel l .  Meaningfu l  l inks wi l l  he lp people 

with reading d i f f icu l t ies removing the need for  them to have 

to scan the rest  of  the page for  c lues.  

 

Provide a text only site map 

This  prov ides a usefu l  overv iew of  the s i te ass ist ing with 

navigat ion and search ing.  I t  was sa id to  be part icu lar ly  

usefu l  for  screen reader  and screen magni f ier  users and for  

those with reading d i f f icu l t ies,  but  could a lso benef i t  the 

major i ty of  v is i tors to  the s i te.   

 

Provide HTML alternatives to Non-text content 

Disabled people rea l ise that  i t  i s  unreasonable to  expect  

webs i tes not  to use features such as F lash and Java, s ince 

these can enr ich the s i te  for  other people.  However,  they 

would l ike an HTML a l ternat ive for  th is  part icu lar  content.    

 

Ensure that tables are appropriately designed 

Tables,  when poor ly des igned,  can be complete ly inaccess ib le 

to screen reader users.  One of  our interv iewees 

demonstrated th is  ef fect:  once we had progressed to the 

tenth row we had forgotten what the co lumn headings were.   

Care should be taken to ensure that tabular in format ion 

makes sense when l inear ised.  

 

L imit  the number of l inks on a page 
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Too many l inks on a page creates an into lerable menta l  

work load for  those us ing screen readers.  I t  a lso creates a 

d i f f icu l ty  for  those us ing screen magni f iers  as they can only  

see smal l  sect ions of  the screen.  People with dys lex ia are 

a lso l ike ly  to  exper ience problems as they are of ten unable 

to scan read and therefore need to read each l ink in turn.   

Reducing the number of  l inks wi l l  contr ibute to the both 

access ib i l i ty  and the genera l  usabi l i ty  o f  the s i te.  

 

Use scrol l ing pages not mult iple pages 

When us ing a scro l l ing page screen reader users are only  

required to navigate the informat ion at  the top of  a page 

once.  This  saves t ime and repet i t ion.  However, scro l l ing 

pages can be d i f f i cu l t  to  negot iate for people wi th dys lex ia  

who prefer  to  have a l l  o f  the informat ion on the page in v iew 

at  a l l  t imes: th is  reduces an otherwise into lerable menta l  

work load.  Scro l l ing pages can a lso present problems for  

screen magni f ier  users, people with learn ing d i f f icu l t ies and 

some people with mobi l i ty  impairments.  

 

Ensure t ime-outs are appropriate 

A po int  made by a phys ica l ly  impaired user  was that  any 

websi te which has a t ime-out feature should a l low suf f ic ient  

t ime for  those who may take longer than an ‘average’  person 

to input informat ion.   This  would appear to apply to a l l  o f  

the d isabi l i ty  categor ies we researched.  

 

Use a plain sol id background 

Complex,  fussy backgrounds are a source of  d istract ion for  

those with d i f f i cu l t ies reading text,  both people with learning 

d i f f icu l t ies and those with dys lex ia.  Use of  one,  so l id  co lour  

is  preferable.  

 

Al low the user to specify text and background colours 

People with v isua l  impairments may have problems v iewing 

certa in co lour schemes.   B lack on white has been l ikened to 

‘ reading text  f rom a 100 watt  l ight  bu lb ’  for  some. Other 

people have d ist inct  co lour preferences,  such as ye l low text  

on a b lack background.  Th is  obvious ly requires the s i te to  

a l low the user to  change the co lour sett ings (v ia the 

browser)  to whatever is  appropr iate and eas iest  for  them. 

 

Choose an appropriate typeface 

I t  appears to  be standard pract ise amongst  those attempt ing 

to present  access ib le  in format ion to use a sans ser i f  

typeface.   Numerals  appear to be c learest  when represented 

in New Baskerv i l le  (promoted by the RNIB’s  ‘See i t  r ight  
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campaign’) .  A c lear typeface is  usefu l  for  anyone with some 

degree of  funct ional  v is ion and/or reading d i f f icu l t ies.  

 

Avo id large b locks of  i ta l ics  and excess ive use of  capi ta ls  and 

under l in ing.  Both of  these conspire to make text  more 

d i f f icu l t  to  read for  everyone,  but  espec ia l ly  those with 

v isual  impairments and reading d i f f icu l t ies.   

 

Avoid bl inking or moving text/images 

Bl ink ing or moving text is  very d i f f icu l t  to  read for  those 

with a v isual  impairment,  dys lex ia and learn ing d i f f icu l t ies.   

I t  is  a lso very d istract ing for  those who have d i f f icu l ty  with 

reading.  

 

Provide captioning and subtit l ing 

The number one pr ior i ty  when meet ing the needs of  people 

with d isabi l i t ies is  to  create an equiva lent  exper ience.  S i tes 

that  use audio and v ideo should use capt ion ing and 

subt i t l ing.    

 

Present information in mult iple ways 

Fo l lowing on f rom the prev ious po int ,  sound can a lso be 

helpfu l  i f  i t  rep l icates the text  be ing d isp layed. The Br i t ish 

Dys lex ia Assoc iat ion makes use of  a  sound feature for  the ir  

he lp l ine number.  Presentat ion of  the same informat ion in a 

var iety of  ways is  useful  for  re inforc ing meaning.  

 

Provide consistent navigation 

This  is  part icu lar ly  important  for  those with v isua l  

impairments  and reading d i f f icu l t ies,  but  i t  wi l l  a lso 

contr ibute to  the genera l  usabi l i ty  o f  the s i te.  

 

Provide accessible instruct ions 

Some s i tes appear to be extremely good at  inc lud ing 

access ib i l i ty  features but forget  to inc lude instruct ions in the 

format su i tab le for  the audience.  One example is  the use of  

HTML 4.0 ’s access-keys feature — shortcuts des igned to 

ass ist  users who have d i f f i cu l t ies us ing a mouse or  who 

prefer to use keyboard acce lerators.  A l though th is  is  

laudable,  i t  i s  usefu l  on ly  i f  the s i te prov ides a menu of  

access-keys and the informat ion they l ink to.  

 

St ick to one font 

I t  takes someone with dys lex ia t ime to ‘ tune in ’  to a font.   A 

s i te  that  uses a number of  fonts can cause great  d i f f i cu l ty 

for  them.  

 

Avoid scrol l ing text boxes 
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People with dys lex ia of ten have short-term memory 

prob lems.  When us ing a scro l l ing text  box,  they somet imes 

forget  what they have already wr i t ten.  A l l  the informat ion 

should be on d isp lay at a l l  t imes.  This  wi l l  act  to  reduce the 

demand on menta l  workload for most  people contr ibut ing to 

the genera l  usabi l i ty  o f  the s i te.  

 

Ensure that features that require manipulat ion are an 

appropriate size 

This  is  part icu lar ly  important  for  those with poor manual 

dexter i ty  who use a mouse.  I t  a lso prov ides support for  

those with v isual  impairments. S ize cons iderat ion should 

cons ider l inks,  scro l l  bars,  buttons,  data entry f ie lds and t ick  

boxes.  
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